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ABSTRAK 
 
Putri Sita Palupi. ANALISIS KEPUASAN PENGGUNA LABORATORIUM 
PROGRAM STUDI PENDIDIKAN ADMINISTRASI PERKANTORAN 
FAKULTAS KEGURUAN DAN ILMU PENDIDIKAN UNIVERSITAS 
SEBELAS MARET. Skripsi. Fakultas Keguruan dan Ilmu Pendidikan Universitas 
Sebelas Maret Surakarta. Oktober 2016. 
Tujuan dari penelitian ini adalah untuk mengetahui: 1) kepuasan mahasiswa 
Prodi Pendidikan Administrasi Perkantoran terhadap atribut tangible laboratorium, 2) 
kepuasan mahasiswa Prodi Pendidikan Administrasi Perkantoran terhadap atribut 
reliability laboratorium, 3) kepuasan mahasiswa Prodi Pendidikan Administrasi 
Perkantoran terhadap atribut responsiveness laboratorium, 4) kepuasan mahasiswa 
Prodi Pendidikan Administrasi Perkantoran terhadap atribut assurance laboratorium, 
5) kepuasan mahasiswa Prodi Pendidikan Administrasi Perkantoran terhadap atribut 
empathy laboratorium. 
Penelitian ini merupakan penelitian kuantitatif. Populasi dalam penelitian ini 
adalah mahasiswa Pendidikan Administrasi Perkantoran angkatan 2013, 2014, dan 
2015. Sampel yang terpilih sebanyak 140 dengan teknik pengambilan sampel cluster 
sampling. Pengumpulan data dilaksanakan dengan menggunakan kuesioner yang 
berisi pernyataan pada atribut tangible, reliability, responsiveness, assurance, dan 
empathy. Analisis data menggunakan Importance Performance Analysis, kemudian 
dilanjutkan dengan uji hipotesis menggunakan chi kuadrat dengan taraf signifikansi 
0,05. 
Berdasarkan hasil perhitungan dengan Importance Performance Analysis, 
terdapat 20 pernyataan terletak di kuadran I, 2 pernyataan terletak di kuadran II, dan 1 
pernyataan terletak di kuadran III. Hasil penelitian adalah sebagai berikut ini. 
Pertama, pengguna laboratorium Pendidikan Administrasi Perkantoran belum puas 
dengan atribut tangible laboratorium dengan perolehan tingkat signifikansi sebesar 
0,039 yang mana lebih kecil dari nilai signifikansi α=0,05. Kedua, pengguna 
laboratorium Pendidikan Administrasi Perkantoran belum puas dengan atribut 
reliability laboratorium dengan perolehan tingkat signifikansi sebesar 0,007 yang 
mana lebih kecil dari nilai signifikansi α=0,05. Ketiga, pengguna laboratorium 
Pendidikan Administrasi Perkantoran belum puas dengan atribut responsiveness 
laboratorium dengan perolehan tingkat signifikansi sebesar 0,036 yang mana lebih 
kecil dari nilai signifikansi α=0,05. Keempat, pengguna laboratorium Pendidikan 
Administrasi Perkantoran belum puas dengan atribut assurance laboratorium dengan 
perolehan tingkat signifikansi sebesar 0,026 yang mana lebih kecil dari nilai 
signifikansi α=0,05. Kelima, pengguna laboratorium belum puas dengan atribut 
empathy laboratorium dengan perolehan tingkat signifikansi sebesar 0,024 yang mana 
lebih kecil dari nilai signifikansi α=0,05. 
 
Kata Kunci: Kepuasan, laboratorium, Importance Performance Analysis. 
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ABSTRACT 
Putri Sita Palupi. ANALYSIS OF SATISFACTION OF LABORATORY USERS OF THE 
STUDY PROGRAM OF OFFICE ADMINISTRATION EDUCATION, THE FACULTY 
OF TEACHER TRAINING AND EDUCATION, UNIVERSITAS SEBELAS MARET. 
Skripsi: The Faculty of Teacher Training and Education, Sebelas Maret University, 
Surakarta, October 2016. 
  The objectives of this research are to investigate: (1) the satisfaction of the students 
of the Study Program of Office Administration Education toward laboratory’s tangible 
attribute; (2) the satisfaction of the students of the Study Program of Office Administration 
Education toward laboratory’s reliability attribute; (3) the satisfaction of the students of the 
Study Program of Office Administration Education toward laboratory’s responsiveness 
attribute; (4) the satisfaction of the students of the Study Program of Office Administration 
Education toward laboratory’s assurance attribute; and (5) the satisfaction of the students of 
the Study Program of Office Administration Education toward laboratory’s empathy 
attribute.  
 This research used the quantitative method. Its population was all of the students of 
the classes of 2013, 2014, and 2015. The samples of research consisted of 140, and they were 
determined through the cluster sampling technique. The data of research were collected by 
means of questionnaire whose contents were tangible, reliability, and responsiveness, 
assurance, and empathy statements. They were analyzed by using the importance 
performance analysis, and then it was continued with the hypothesis testing by using the Chi-
square at the significant level of 0.05. 
 The result of calculation with the Importance Performance Analysis shows that there 
were 20 statements in Quadrant I, 2 statements in Quadrant II, and 1 statement in Quadrant 
III. The results of the analysis are as follows: Firstly, the laboratory users of the Study 
Program of Office Administration Education were not satisfied with the laboratory’s tangible 
attribute with the significance level of 0.039 which was less than the significance value of α = 
0.05. Secondly, the laboratory users of the Study Program of Office Administration 
Education were not satisfied with the laboratory’s reliability attribute with the significance 
level of 0.007 which was less than the significance value of α = 0.05. Thirdly, the laboratory 
users of the Study Program of Office Administration Education were not satisfied with the 
laboratory’s responsiveness attribute with the significance level of 0.036 which was less than 
the significance value of α = 0.05. Fourthly, the laboratory users of the Study Program of 
Office Administration Education were not satisfied with the laboratory’s assurance attribute 
with the significance level of 0.026 which was less than the significance value of α = 0.05. 
Finally, the laboratory users of the Study Program of Office Administration Education were 
satisfied with the laboratory’s empathy attribute with the significance level of 0.024 which 
was less than the significance value of α = 0.05. 
 
Keywords: Satisfaction, laboratory, Importance Performance Analysis  
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MOTTO 
 
My prayer and my sacrifice and my life and my death 
are all for Allah, The Lord of The World 
(Qs. Al-An’am: 162) 
 
Kita tidak akan pernah tahu apakah kita mampu atau tidak mampu melakukan sesuatu 
hingga kita benar-benar mencoba melakukannya 
(Fitri Sita Pambudi) 
 
Ketika Allah telah menetapkan sesuatu kepada umat-Nya, Allah tak akan mungkin 
lepas tanggung jawab 
(Ibu Khusnani) 
 
I believe that a gun has no power at all. Because a gun can only kill. 
But a pen can give life. A pen can save life. 
(Malala Yousafzai) 
 
When you are feeling low, always believe that you will never walk alone 
(Penulis)  
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